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Switching-brands phenomenon: Study of the client’s path
from loyalty to disloyalty
-An analytical study of the phenomenon of disloyalty in djezzy
Company in the period: 2014-2021-
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Abstract:

This study aims to identify the phenomenon of switching brands and its
backgrounds from an Attitudinal and behavioral side, and bringing light on the
loyalty meaning and its borders with disloyalty, we focus in our study on DJezzy
Telecom Company, which lost more than three million clients in a short period.

The study get to several results: disloyalty is a result of loyalty mismanaging
and also confirmed that the phenomenon controlled by the predominance of
pressure factors on loyalty, as well as the weakness of factors that boost loyalty.

Keywords: client loyalty; disloyalty phenomenon; switching brand.
Jel Classification Codes: M31, M30.
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